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Why this Report?

Continuous Improvement
The Commission for the Accreditation of Rehabilitation Facilities (CARF) is an independent, non-
profit accreditor of health and human services.  The CARF standards are internationally 
recognized.  Pathways believes that reviewing our services against CARF standards allows us the 
opportunity to continuously improve our services and demonstrate our commitment to 
transparent and accountable practices.  We received our sixth, three-year accreditation in 
CARF in February 2025 for the following programs:  

This management report describes Pathways plans, summarizes the feedback we have received 
from our key stakeholders, and details outcomes and indicators that we use to determine our 
decisions and guide the next steps in our journey of continuous improvement.

The data in this Management Report is based on the Fiscal Year of April 1, 2024 – March 31, 2025. 

Vision, Mission, Values & Guiding Principles
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Who are we?

We Support People in Living their Best Lives
Pathways to Independence is a community-based agency providing assisted community living 
services and supports to over 400 adults living with an acquired brain injury (ABI), and/or 
developmental disability who may also have complex needs based on their unique goals, abilities 
and choices. 

Operating in the Eastern Region of Ontario with offices in Belleville and Ottawa, our services 
include:  

+ Supportive housing options,
+ Centre and community-based vocational and recreation programs,
+ Psychiatric counselling,
+ Behaviour therapy, and,
+ Respite.

Our supports are provided by professional staff, contracted services with community partners, 
medical and clinical professionals, family home providers and volunteers. Pathways Client 
Services team has primary responsibility for the provision of direct care to the people we support. 

Pathways at a Glance

415
supported 
individuals

36 homes & 
apartments

500 
dedicated, 
professional 
employees

4 community-
based 

program 
locations

397 
community 
integration 
program 

participants
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Overview of Supports & Service

Community Homes  
Staffed seven days a week, 24 hours a day, our supported homes provide a caring 
environment for small groups of adults making and sharing a home. Located in both rural
and urban environments across Southeastern and Eastern Ontario, Pathways homes are 
customized to meet the physical and social needs of the people we support.

In 2024, Pathways operated 27 community homes.

13 in Belleville

2 in Kemptville

3 in Napanee

1 in Ottawa

4 in Prince Edward County

3 in Quinte West

1 in Renfrew

For Canada Day, James and Chris
worked together to build a wooden 
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Supported Independent Living (Supported Living)
For clients who prefer and can live on their own, Pathways to Independence assists adults to 
find apartments and provides professional staff support based on their individual needs.  

The agency provides Supported Independent Living programs for people living with an 
acquired brain injury in Belleville, and for people with a developmental disability in Belleville 
and Ottawa.  

In 2024, Pathways supported 90 individuals in our SIL programs.

Barbara and Garry were married in the Community



5 

Family Home (Host Family Services)
Many adults with cognitive impairments are able and prefer to live with a Host Family.  
Following a rigorous approval and matching process that includes assessing shared interests, 
compatibility, location and access to services, a supported person lives with another family 
and shares in their lives.  Supported by their natural family and professionals from Pathways to 
Independence, the Family Home program provides a stable living option to people with an 
acquired brain injury, a developmental disability and those who may have complex needs.

In 2024, 54 host families supported 62 individuals. 

some sunshine and sand. Jordan, enjoy a swing in the breeze on the beach while in the

evenings, Crystal and Allan enjoyed live music and dancing!
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Community Integration
Our centre-based and community-based programs and services are offered to the people 
we support, as well as other members of the community who can benefit and enjoy our 
services within the greater Quinte and Ottawa regions.  

Individuals participating in the Passport Program may choose to use their funding to pay for 
these community-based programs.  Funding for this program comes directly from the 
provincial government and it is up to the person who receives the money to decide how 
they would like to spend it. Participants with Passport funding can live independently and 
need not be involved in any other Pathways program.

The biggest success of the year was the Baseball Challenge held in June with approximately 
200 attendees. Our supported individuals challenged Pathways managers and took home 
the win! 

In 2024, 397 supported individuals participated in Pathways programs, 118 of those 
individuals are not in any other Pathways program. 

over 200 supported individuals and staff taking part. 

Robert, Issac, 
Brandon, 
Diane, Bernice 
and Shelly had
welcomed a 
member of the 

reserve to teach 
them to make their 
own moccasins.
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Respite Services
Pathways to Independence provides temporary accommodation at a 24 hour Supported Home 
or a family home in an emergency or as a break from other living arrangements.  Our contract 
with each Family Home Provider (Host Family) provides a number of days of respite per year.  The 
supported person living with Host Family would live in an existing community home or family home 
network within Pathways for the duration of the host family’s respite period. 

A total of 3538 days of respite were delivered over the fiscal year.

3rd Frankford 

•

plaque were donated to William Street by 

Gary’s family in his memory.
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How are we doing? 

About the Pathways Management Report 
Pathways’ primary purpose is to provide services to adults with disabilities in ways that enhance 
their quality of life while ensuring the most efficient and effective use of human and financial 
resources.  Efficient and effective are terms often assumed to be about controlling costs, and in 
many management-driven data reports, effective and efficient indicators are used that reflect 
costs, time used or saved, or number of instances a service or other utility is accessed.  Providing 
data that measures a person’s quality of life is extremely difficult to do in a quantifiable manner.  
This management report identifies measurements and data to illuminate agency growth and 
direction informed by our vision, mission, values and guiding principles.  Where practical, 
benchmark and outcome measures have been identified with best demonstrated practices, 
external research, and/or past internal history and in all cases provide a baseline for us to 
establish goals and objectives to further enhance our services and programs. 

Stakeholder Engagement and Feedback 
To learn and grow, an organization requires feedback.  To change, an organization needs to set 
goals and measure results to improve processes and programs.  The process of stakeholder 
feedback and meaningful outcome measurement is a key principle of CARF accreditation. 

Pathways to Independence has both formal and informal channels to solicit feedback. These 
include: 

+ Stakeholder Surveys (Client &
Employee)

+ Complaint and Appeal Processes
+ Web-Based Anonymous Feedback

+ Community Member Involvement on Sub-
Committees of The Board, such as The Quality
Assurance Committee

+ Informal Feedback from Community Partners

Stakeholder Surveys 
In preparation for Pathway’s CARF Accreditation Survey that took place in February 2025, the 
organization conducted stakeholder surveys with our supported individuals and employees. The 
surveys are prepared by uSPEQ, a survey partner of CARF. uSPEQ designs and assists in the 
implementation of both client and employee satisfaction surveys in organizations around the world 
and prepares benchmark reports to assist agencies in comparing their results with those of similar 
organizations.  

Pathways is accredited under the Employment and Community Services standards which contain 
approximately 2000 standards. In addition to the standards which cover the organization’s business 
functions, Pathways is accredited in the program sections for Host Family, Respite Services, 
Community Integration, Supported Living and Community Housing.  

Client Satisfaction Survey 
The Client Satisfaction Survey was conducted in June and July 2024 and every supported individual 
was provided the opportunity to participate. 180 supported individuals took the time to give us 
their thoughts about how things are going at Pathways and respond to the survey. The results were 
shared with Pathway’s staff, clients, their families and our other stakeholders in December 2024.  
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“It’s quality services that make all the difference for me. I feel continuously 
supported and that was a big need for me... Pathways has been there 

reliably and with sincere integrity. I feel accepted.”
The graph below shows the results for all categories and compares the results to those of the 2018 and 
2021 surveys.  We see relatively stable positive responses (response of agree or strongly agree) this year with 
decreases in Service Responsiveness, Participation and Overall Value. New CARF required statements
were added to the survey this year which impacted overall category results as there was no 2018 data
to compare it to.

What do you like about Pathways?

“I am always treated like an individual. Staff are very helpful and 
accommodating. Staff go above and beyond. It’s the best place in the 
world for anyone who has had a brain injury.”
o They’re just important… they don’t

judge, they listen and help.
o All the staff are helpful and open arms,

I’m happy!
o Very friendly community [and] options

for socializing.

o [Staff] don’t tell me what to do – I like my
independence!

o Home and housemates, programs and
socializing.

o Everything. I enjoy being with [people], I have
been with Pathways for 15 years.

o I like everything about Pathways. They go out of their way to help you, above and beyond.
They push you to make you a better person and get you out and involved. If it wasn’t for
Pathways, I don’t know what I’d do. [There’s] always lots going on and something different
every day.

o Parent of SI – Thank you for providing [name] with the best life possible, given the
circumstances.

Highest Scoring Responses
I make choices that are important to me. 97%

When I need help to do everyday life activities, I get the help I need. 97%

I can do the things I want to do because of the services I receive at Pathways. 97%

Pathways services were explained in a language (or in a way) I understood. 96%

Staff members are respectful of my culture. 96%
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Lowest Scoring Responses 
If I need help in the community, I know where and how to get help. 90% 

I am able to get what I need at Pathways when I need it. 90% 

I tell friends and family that Pathways is a good place to get services. 90% 

There are enough staff members available to help me when I need it. 87% 

I do not have to wait a long time for support. 86% 

Action Planning 
The results of this survey have a direct impact on the objectives set out in the agency’s 
performance measurement and management and performance improvement program, referred 
to as Quality Assurance. Each year the Quality Assurance Plan is reviewed for relevancy and 
updated based on guidance from our Strategic Plan as well as the feedback we receive from the 
people we support.  

The outcomes from the 2024-25 Quality Assurance Plan can be found on pages 18-24. In 
preparation of our 2025-26 fiscal year, the results of this survey were reviewed by the Manager, 
Quality Assurance/Risk Management & Accreditation and in consultation with our Executive, 
program Managers and other stakeholders, new objectives were created focusing on the areas 
of Service Responsiveness, Participation and Overall Value. 

SERVICE RESPONSIVENESS 
I do not have to wait a long time to get support. (86% down from 90%)  
Staff members help me with my problems. (91% down from 100%) 

PARTICIPATION 

If I need help in the community, I know where and how to get help. (90% –  new 2024) 
I am able to do things I need without major barriers. (93% – new 2024) 
I get the assistive technology/equipment I need to help me with my goals. (93% – new 2024) 

OVERALL VALUE 

I tell friends/family that Pathways is a good place to get services. (90% down from 97%) 
Pathways meets my needs. (94% down from 99%) 
I like being part of Pathways. (94% down from 99%) 
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Employee Survey
The Employee Survey was conducted in October 2024 with over 200 (50% response rate) 
employees participating in the anonymous, online survey providing feedback on workplace 
culture and experience. The results were shared with Pathway’s employees and our other 
stakeholders in March 2025. 

The graph below shows the results for all categories and compares the results to those of the 2021 
Pathway survey and the 2025 uSPEQ Benchmark report data. We see relatively stable positive 
responses (response of agree or strongly agree) in comparison with our 2021 survey in the areas of 
Leadership, Communication, Manager Support, Teamwork, Work Environment, and Staff Development. 
We note decreases in Compensation & Recognition, Overall Job Satisfaction and Organizational 
Culture & Outlook.

Although we see an increase in positive responses to communication-related questions, there is still work 
to be done. The agency continues to focus on communication at every level, whether that’s through 
staff meetings and planning days, cross-departmental monthly meetings, or agency-wide quarterly 
updates from the CEO. Internal communications have been centralized through the Pathways 
SharePoint site and our worksites are in the process of migrating their document management 
procedures to SharePoint and the OneDrive platforms. 

There have been some significant changes in leadership throughout the agency in the last year and we 
recognize the impact that it has on culture and overall outlook. Training and development of agency 
leaders, from Team Leaders to Managers and Executive, is a priority in 2025 as those new to their roles 
learn how to navigate their expanded responsibilities. The agency has sought professional support from 
external consultants to train and coach our leaders so there is a consistent and unified approach within
the agency.

As a non-profit organization, our funding primarily comes from the Ministry of Children, Community and 
Social Services and Ontario Health. We are continually navigating the challenges and changes of our 
socioeconomic and political climates, which have a direct impact on our overall budgets and 
operations. Our mission is Supporting people in living their best lives and that philosophy extends to the 
people working for the agency. We recognize that limitations on salary increases directly impacts the 
lives of our employees and their overall job satisfaction. We continue to advocate at the government 
level for adequate funding and support for competitive compensation. As a unionized environment, we 
also work under the guidance of the Collective Agreement with its agreed upon job descriptions and 
wage structure. Bargaining for a new agreement is underway and the agency will continue to act in 
good faith on the collaboration of a fair and equitable agreement.
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Highest Scoring Responses

Our staff love what they do and the people we support. 
We heard that employees are confident in their job performance and the Pathways mission. Employees 
have respectful and open communication with their managers and work effectively and collaboratively 
with colleagues.

I am aware of Pathways mission. 97%

I understand my job responsibilities 96%

Pathways demonstrates that it values diversity. 89%

My manager treats me with respect. 89%

My coworkers and I work well together. 89%

Lowest Scoring Responses

Our staff want to be appreciated, heard and informed by their leaders.
We heard that employees want to be compensated better and be given more opportunities to 
contribute their ideas. Employees want those ideas and concerns to be heard and to be more 
consistently informed and led by their leaders.

I am paid fairly for the work I do at Pathways. 47%

I am asked for input and/or ideas when important decisions are made that affect my 
work. 50%

I am kept informed about plans/progress at Pathways. 52%

I believe that Pathways is being managed effectively by leadership. 55%

I believe the leadership is well informed about staff concerns and issues. 56%

Some of the concerns addressed: 

+ Forced Overtime
+ Sick Time
+ Employee Orientation

+ Locked Doors at Belleville Office
+ Training / Using SharePoint
+ Home Moves/Closures

Demographics of Pathways Employees
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Web Based Anonymous Feedback 
In an effort to ensure that all people have the opportunity to provide feedback to the agency, 
Pathways provides an anonymous email-based feedback process on our website: 
www.pathwaysind.com.  In all situations the feedback email message is forwarded to the 
appropriate Manager with a copy to the Executive management team. If the individual provides 
their name, the Manager will respond to the person directly.  We encourage people to provide 
their name and contact information so that we can respond directly and engage in further 
discussion.  If the person submitting the feedback wishes to remain anonymous, the email is 
forwarded on to the appropriate Manager for information.  

In 2024, we did not receive any messages or complaints through the anonymous feedback form 
on our website.  

We received one inquiry through our Friends of Pathways Facebook page regarding service intake 
which was responded to and directed to our Client Services Manager, Intake.   

We received one complaint from a neighbour at one of our community homes. The concerns were 
investigated and it was determined that neither one of our staff or supported individuals were the 
source of their concern. The complaint was resolved to the complainant’s satisfaction.  

We received one complaint from a supported individual with respect to the way a staff member 
spoke to them. The Client Services Manager for the home intervened and the individual was 
pleased with the dialogue that followed to resolve the conflict.  
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Where are we going? 

Strategic Planning Process 
Pathways Board of Directors worked closely with an external strategic planning consulting group 
to create a new Strategic Plan in 2021.  In partnership with Pathways Executive team members, 
the consultants developed a robust process to understand and assess current strengths, explore 
the external environments we operate in, and engage multiple stakeholders to gather data, 
feedback, and input to guide the agency’s future growth. 

What did we learn? 
The needs of the people we support are changing.

+ More supported individuals have complex needs, increasing mental health needs, aging &
palliative care.

+ Greater need for independent living environments with supports offered as needed.
+ Increasing requirements for clinical supports and services.

Developmental Services and Health Community Services Sectors are in long term transformation 
process with unknown potential longer-term impacts. 
+ Ministry of Children, Community and Social Services (MCCSS) initiated the “Journey to

Belonging” Transformation Agenda in 2020. The focus is to create a more consumer-driven
model for people living with developmental disabilities and their advocates to tailor services
and supports to meet their unique needs. A shift to individualized funding is being closely
analyzed and will be implemented over the next several years.

+ Ontario Health continues to transition more people from alternative long-term care to
community living services and supports.

Changing needs of the people we support requires specialized knowledge and skills for direct care 
employees.  
+ Focus on supporting more people with developmental and mental health conditions.

Continuing to develop the skills of persons served. 

+ Increasing desire to live independently requires continued focus on inclusion in workforces,
skill development, behaviour management and social life skills.

Internal processes require streamlining and automation to ensure more efficient and effective 
delivery of services. 

+ Agency growth, more complex regulatory requirements and advancing technologies
require a different lens to streamline and automate process to make work easier for
employees, enhance services to individuals and reduce costs to the agency.
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How will we address these needs? 

Lead 
Create relationships and capacity to deliver more coordinated, comprehensive services for 
individuals with complex needs. 

Priorities Year 1 Year 2 Year 3 
Partner with others to 
improve access to 
specialized services. 

Partner with external 
agencies to develop 
transitional and 
independent living 
supports. 

Build upon partnerships 
to access key services. 

Evaluate and 
improve/expand upon 
existing services. 

Develop strategies to 
achieve effective 
housing outcomes. 

Review options for 
models of affordable 
housing, including 
funding and 
partnerships. 

Finalize plan for 
preferred model(s) for 
affordable housing. 

Begin implementation 
and evaluation of 
housing model(s). 

Work with others to 
transform the systems of 
services and supports. 

Support and provide 
input to Journey to 
Belonging, and Ontario 
Health initiatives. 

Secure partners to 
expand service provider 
capacity. 

Evaluate implications to 
individualized funding 
models to services and 
supports. 

Grow 
Establish new ways of delivering high quality and sustainable services by enabling the growth 
& development of the people we support and our employees. 

Priorities Year 1 Year 2 Year 3 

Develop learning 
opportunities to ensure 
the people we support 
thrive. 

Collaborate with 
community partners 
and specialists to 
develop and 
implement learning 
opportunities based on 
client needs and 
capabilities.  

Review and expand 
clinical and professional 
service. 

Seek opportunities and 
share best clinical 
practices with others.   

Develop or renew 
Human Resources 
strategies to recruit, 
retain, develop and 
engage the best 
employees. 

Revise employee 
orientation process. 

Establish staffing models 
and training for 
specialized services.  

Pilot and evaluate 
staffing models and 
employee training for 
effectiveness in meeting 
supported individual 
and employee needs.  

Build on Equity, Inclusion 
and Diversity processes 
in recruitment, learning 
and development and 
related HR practices. 
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Innovate
Pursue excellence and innovation to ensure the highest standards of practice, quality & 
performance.

Priorities Year 1 Year 2 Year 3

Renew our operating 
structures to deliver high 
quality, sustainable and 
efficient services.

Initiate Needs Analysis 
process to resolve data 
integration possibilities 
between scheduling & 
WFN.
Launch SharePoint to 
enhance agency 
information and 
communication. 

Select vendor for 
HRMS/Scheduling and 
begin implementation.

Continue 
implementation of 
HRMS/Scheduling.

Retain and improve our 
focus on quality, safety 
and performance

Conduct review of 
Scheduling Processes 
and begin to implement 
recommendations.

Complete 
implementation of Joint 
Health, Safety and 
wellness initiatives. 

Assess applicability of 
additional or different 
CARF accreditation 
standards.
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Outcomes & Indicators 

In keeping with CARF’s principle of continuous improvement, every program receiving 
accreditation must clearly identify measurable outcome-based goals and activities to build upon 
the delivery of services to the persons served by the agency. 

CARF further requires indicators for the following four categories: 

1. Efficiency: Measures resource allocation & use such as time spent, dollars spent, 
numbers served. 

2. Effectiveness: Measures how services and programs impact the people we support. 

3. Service Access: Measures some aspect of the barriers involved to use or access
services by the client. 

4. Satisfaction:
Measures the extent to which the people we support and other 
stakeholders are happy or satisfied with the services Pathways 
provides. 

Pathways Quality Assurance Plan addresses the Performance Measurement and Management 
requirements of the CARF standards with the following performance objectives for 2024-25: 

Efficiency

Individuals have 
consistent staffing 
supports available

Departments and 
their employees 
access and use 
SharePoint for 

document 
management

Effectiveness

Individuals 
participate in life 

skills sessions

New employees 
engaged and 

retained

Service 
Access

Individuals participate 
in Quality of LIfe Plans/ 
Service Plans annually

Individuals have 
increased access to 

supports through 
partnerships

Individuals with 
Passport funding are 

utilizing funds per new 
guidelines

Satisfaction

Individuals are satisfied 
with their Pathways 

services

New employees are 
prepared by 

orientation to work 
effectively on their first 

shift

Employees are satisfied 
with their work
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Cultural Competency & Diversity 
 

CARF-accredited organizations identify leadership strategies that embrace the values of 
accountability and responsibility.  Pathways demonstrates this strength in leadership through its 
strategic planning process in a variety of areas including cultural competency and diversity 
planning.   

An organization implements a cultural competency and diversity plan that: 

1. Addresses 3 key areas: 
+ Persons served 
+ Employees,  
+ and other stakeholders, and that, 

2. Is based on the consideration of the following areas: 

o Culture 

o Age 

o Sexual orientation 

o Spiritual beliefs 

o Language 

o Gender 

o Socio-economic status 

o Other factors, as relevant 

Respect for diversity is embedded within Pathways Statement of Client Rights 
Each person we support is protected and entitled to rights as identified by Canadian 
constitutional, provincial and other legislated rights. In addition to these protected rights, a 
person receiving support from Pathways to Independence has rights as they relate to the 
support and services received from us as a service provider. These rights (as they pertain to 
cultural competence and diversity) include: 

“To be recognized for their individuality, needs and preferences, including ethnic, spiritual, 
linguistic, familial and cultural factors”. 

(Pathways to Independence Client Rights) 

Pathways Client Rights are embedded in the Agency’s client-centered planning process. The 
annual person-centered plan is created or reviewed with each person served. Goals and actions 
are developed and implemented that may include supporting a person’s interest in relevant 
aspects of their culture, religious or spiritual beliefs. 
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Accessibility 
Recognizing and Mitigating Barriers 
Pathways Accessibility Plan addresses accessibility issues at our community homes, program 
locations and in the community at large.  Pathways to Independence is committed to identifying 
and removing barriers that impede the ability of persons served to fully access our programs and 
the broader community.  The plan also addresses accessibility issues that may arise for our 
employees and members of the public.  

Pathways to Independence Accessibility Plan is in keeping with the requirements of the 
Accessibility for Ontarians with a Disability Act, (AODA) Integrated Accessibility Standards 
Regulation 191/11 and CARF’s ASPIRE Standard L: Accessibility.  

The AODA Integrated Accessibility Standards Regulation (IASR) requires not-for-profit agencies that 
employ more than 50 people to develop accessibility policies, programs and procedures in the 
following areas:  

+ Employment,  

+ Information and Communication,  
+ Transportation, and the  
+ Built Environment.  

AODA’s Integrated Accessibility Standards have general requirements that are embedded in the 5 
identified areas above. 
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Information Management & Technology 
A key enabler in Pathways Lead. Grow. Innovate is to “harness information and technology to 
improve the quality of strategic and operational decision making.  

As the agency has grown, so has our need for integrated data systems to facilitate the operations 
of the agency. In addition to meeting CARF standards and planning for general maintenance and 
upgrading of systems, Pathways Information and Management team members work to automate 
paper-based processes and seek affordable and accessible technology to meet our needs.  
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For information about this Report, please contact:

Alex Merritt
Manager, Quality Assurance/Risk Management & Accreditation

613-962-2541 Ext. 335
alexm@pathwaysind.com

Alternate format availability
Pathways ensures that everyone can access the same information in a format that 
facilitates their understanding and accommodates each person’s unique 
requirements. If you require the information in this report in a different format, please 
contact Pathways and we will provide the information in a manner that meets your 
needs.

Contact us

Pathways to Independence
289 Pinnacle Street

Belleville ON
K8N 3B3

613-962-2541

Pathways to Independence
356D Woodroffe Avenue, Unit 202

Ottawa, ON
K2A 3V6

613-233-3322

www.pathwaysind.com
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